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Q3 VALID_N
2000

Customer Satisfaction (Index) 73.1 357
Overall Satisfaction 77.9
Compared to Expectations 70.9
Compared to Ideal 70.3

Perceived (Overall) Quality 76.6 359
Overall Quality of SFA 77.6
Helpfulness of SFA 73.3
Frequency of SFA Errors 83.8

(Prior) Customer Expectations 74.6 362
Previous Expectations of SFA Quality 71.2
Previous Expectations of SFA Helpfulness 77.9
Previous Expectations of SFA Errors 74.0

Sample Size 464
* Not reported due to low sample size
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Training/Information Sessions 84.4 26
Courtesy of the personnel 91.9
Accuracy of information provided 88.9
Usefulness of the training session 76.1
Availability of training when needed 74.4

Financial Transactions 81.9 171
Timeliness in receiving payment 82.8
Accuracy of payment information 85.8
Clarity of instructions 77.9
Ease of submitting information 79.9
Willingness of personnel to help you 85.2

Technical Assistance 85.0 34
Courtesy of the personnel 89.2
Accuracy of information provided 87.3
Timeliness of information provided 84.0
Clarity of knowing whom to call with questions 76.1
Consistency responses and support provided 85.9
Clarity of instructions 82.2
Thoroughness of information provided 85.3

Program Eligibility 76.9 21
Clarity of instructions 71.4
Courtesy of the personnel 85.7
Ease of submitting information 75.7
Accuracy of data 73.0

Customer Complaints 2.5 366
Ever complained to SFA? 2.5

Compliance 62.0 350
Understanding of Rules/Regulations 62.3
Simplicity of Rules/Regulations 51.5
Fairness of participation criteria 70.3
Ease of compliance with Rules/Regulations 65.4

Trust 72.3 362
Commitment to your success 69.2
Consideration of your interests 74.1
Willingness to help 74.2
Sense of partnership 67.6
Confidence in SFA's motives 72.1
Say positive things about SFA 76.5

File Electronically 77.8 327
File electronically 77.8
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Q3 VALID_N
2000

Training/Information Sessions 84.4 26

Courtesy of the personnel 91.9
Accuracy of information provided 88.9
Usefulness of the training session 76.1
Availability of training when needed 74.4

 Q3  VALID_N 
 2000   

Financial Transactions 81.9  171 

Timeliness in receiving payment 82.8   
Accuracy of payment information 85.8   
Clarity of instructions 77.9   
Ease of submitting information 79.9   
Willingness of personnel to help you 85.2   
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 Q3  VALID_N 
 2000   

Technical Assistance 85.0  34 

Courtesy of the personnel 89.2   
Accuracy of information provided 87.3   
Timeliness of information provided 84.0   
Clarity of knowing whom to call with questions 76.1   
Consistency responses and support provided 85.9   
Clarity of instructions 82.2   
Thoroughness of information provided 85.3   
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Q3 VALID_N
2000

Program Eligibility 76.9 21

Clarity of instructions 71.4
Courtesy of the personnel 85.7
Ease of submitting information 75.7
Accuracy of data 73.0
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Q1/ 2000 Q3/ 2000
Significant 

Difference at 90% 

(Prior) Customer Expectations 68.8 74.6 ⇑
Perceived (Overall) Quality 76.4 76.6
Customer Satisfaction (Index) 73.1 73.1
Customer Complaints 2.6 2.5
Compliance 62.4 62.0
Trust 72.0 72.3
File Electronically 74.9 77.8

Sample Size 418 464
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The lenders who 
handle other loan 

types

The lenders who do 
not handle other loan 

types
Significant Difference 

at 90% C.I.

Training/Information Sessions 84.9 82.2
Financial Transactions 81.9 82.2
Technical Assistance 88.6 68.2 ⇓
Program Eligibility 74.8 85.8 ⇑
(Prior) Customer Expectations 74.5 75.1
Perceived (Overall) Quality 76.2 78.5
Customer Satisfaction (Index) 72.8 75.2
Customer Complaints 2.2 3.7
Compliance 62.1 61.2
Trust 71.8 75.2
File Electronically 76.7 84.3 ⇑

Sample Size 312 54
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Have seen an overall 
improvement in the 

services

Have not seen an 
overall improvement 

in the services
Significant Difference 

at 90% C.I.

Training/Information Sessions 86.4 80.6
Financial Transactions 85.0 79.1 ⇓
Technical Assistance 80.7 87.4
Program Eligibility 85.0 69.9 ⇓
(Prior) Customer Expectations 76.1 73.2
Perceived (Overall) Quality 81.9 73.5 ⇓
Customer Satisfaction (Index) 78.2 69.8 ⇓
Customer Complaints 3.8 1.6
Compliance 67.3 58.6 ⇓
Trust 79.9 66.7 ⇓
File Electronically 82.6 73.3 ⇓

Sample Size 131 183
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% Yes % No
% Don't 
Know 

Valid N

Overall improvement in training 60% 32% 8% 25

Overall improvement in financial transactions process 44% 47% 9% 175

Overall improvement in technical assistance 26% 59% 15% 34

Overall improvement in review process 33% 53% 14% 21

Overall improvement 36% 51% 13% 362
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U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

U.S. Department of EducationU.S. Department of EducationU.S. Department of EducationU.S. Department of Education    
Office of Student Financial AssistanceOffice of Student Financial AssistanceOffice of Student Financial AssistanceOffice of Student Financial Assistance    

Financial Institutions QuestionnaireFinancial Institutions QuestionnaireFinancial Institutions QuestionnaireFinancial Institutions Questionnaire    
 
 

(Items in BOLD are interviewer instructions, and are not intended to be read to the Client) 
(Items marked i.e. or e.g. should only be read if respondent needs clarification) 

Introduction (Do not read) 

 
INTRO1. Hello, this is ____________________ calling from _____________. on behalf of the United 

States Department of Education, Office of Student Financial Assistance.  May I please speak to   
(name from ED/SFA  list)     ? 
 
1 > (If speaking to right person, or waiting to be connected to right person, continue 
at INTRO3) 
2 > (If named person is not available, schedule callback) 
3 > (If named person is no longer with the company, or if there isn’t a name on the 
Client list, use INTRO2) 

INTRO2. May I please speak to the person in your organization responsible for interactions with the U.S. 
Department of Education related to student financial assistance? (If necessary:  matters such as 
filling out forms, coordinating financial transactions, or participating in program reviews.) 

INTRO3. (When respondent comes to phone)   
Hello, this is [interviewer name] calling from Market Strategies, Inc., a market research company, 
on behalf of the U.S. Department of Education, Office of Student Financial Assistance.  We’re 
calling as part of an initiative the SFA has undertaken to improve its customers’ satisfaction.  Are 
you the person in your organization responsible for working with the SFA on matters related to 
student financial assistance?  (e.g.,  matters such as filling out forms, coordinating financial 
transactions, or participating in program reviews.)* 
 Yes 1 (Continue at INTRO4) 
 Yes, [one of several such individuals]* 2 (Make note of this, continue at INTRO4) 
 No 3 (Ask for person who is. Schedule callback if 
necessary) 

INTRO4. The SFA is conducting this survey with customers such as yourself to measure satisfaction with the 
products and services the SFA provides to your institution.  I’d like to take some time now to go 
through this survey with you.  This interview is authorized by Office of Management and Budget 
Control No. _________.  Your comments will, of course, remain strictly confidential. Is now a 
good time for us to speak? 
(If Client asks how long the interview will take, respond with the following:) 
The discussion will take about 15 minutes depending on your opinions.  Is this a good time? 
 Yes 1 (Continue with Screening Questions) 
 No 2 (Can we schedule a time that is more convenient for you?) 

 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Screening Questions    (Do not read)    

Before we begin, I’d like to ask you a couple of questions about yourself. 

DEMO1. First, how long have you worked in your current position?  (do not read; listen for response and 
categorize answer)* 
 Less than 2 years 1 
 2 years, but fewer than 5 years 2 
 5 or more years 3 

DEMO2. And have you or any immediate family member personally applied for any federal student aid for 
college in the past 2 years? (note:  includes trade or vocational schools) (i.e., by immediate 
family member I mean someone who lives with you.) 
 Yes 1 ⇒  (if “1”, move to CLOSE1) 
 No 2 ⇒  (proceed) 
 Don’t Know 8 ⇒  (proceed) 
 Refused 9 ⇒  (proceed) 

Prior Expectations (Do not read) 

(Programmer note:  The following lead-in will differ slightly in wording depending upon the respondent’s 
answer to DEMO1 above.  Version “A” shall be the default; if the respondent answers “less than 2 years” to 
question DEMO1 above, use Version “B”.  This also affects the lead-in at the beginning of the Overall Quality 
(Do not read) section.) 
 
These next three questions deal with your previous expectations you may have had in working with the SFA.   

Think back to [(A) your current job at this time 2 years ago./(B) before you began in your current position working 
with the SFA.] and the expectations you may have had. 

PRIOREXP1. On a 10 point scale where “1” means your expectations were “not very high” and “10” means your 
expectations were “very high”, how would you rate your previous expectations of the overall 
quality of the SFA?  You can use any number between 1 and 10. (If necessary, read:  Your 
expectations of the overall quality SFA as they pertain to financial institutions like yours).   

(RANDOMIZE Q2 AND Q3) 

PRIOREXP2.  (At that same time/Again), how helpful did you expect the SFA to be at that time?  (Read if 
necessary: with respect to getting answers to your questions or the disbursement of funds.)  
Use a 10-point scale on which “1” NOW means “not very helpful” and “10” means “very helpful”. 

PRIOREXP3. (At the same time/Again), how often did you expect that things could go wrong at SFA?  This time 
use a 10-point scale, on which “1” NOW means “very often” and “10” means “not very often”.  
(Read if necessary: Things going wrong such as errors filling out forms, getting answers to 
your questions, and disbursement of funds.) 

 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Training/Information Sessions (Do not read) 

In the past 12 months, have you participated in a training session provided by SFA? By training I mean sessions that 
provide technical assistance, filling out forms, policy updates, and/or helping you to understand changes in the laws 
or regulations.* 

 
 1 Yes (continue) 

2. No (skip to next section) 

8. Not Sure (skip to next section) 

9. Refused (skip to next section) 

I’d like you to rate several aspects of the MOST recent training session you attended.  Using a 1 to 10 scale where 1 
means “poor” and 10 means “excellent”, how would you rate the… 

TRAINING1. Courtesy of the personnel 

TRAINING2. Accuracy of information provided 

TRAINING3. Usefulness of the training session 

TRAINING4. Availability of training when needed 

(Programmer:  Randomize T1-T4) 

TRAINING5. In the past 12 months, have you seen an improvement in the training service that SFA provides to 
you?  

1 Yes 

2 No 

8 Don’t know 

9 Refused 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Financial Transactions (Do not read) 

FORMS1. In the past 12 months, have you personally been involved in the disbursement of funds relating to 
your firm’s participation in the federal student aid program?* 

 1 Yes  (continue) 

3. No  (skip to next section) 

8. Not Sure (skip to next section) 

9. Refused (skip to next section) 

 

Considering your institution’s interaction with the SFA in the process of disbursing funds, in the past 12 months, and 
using the same 1 to 10 scale as before, please rate the: 

 

FORMS2. Timeliness in receiving payment 

FORMS3. Accuracy of payment information 

FORMS4. Clarity of instructions 

FORMS5. Ease of submitting information 

FORMS6. Willingness of personnel to help you 

(Programmer Note: Randomize F2-F6) 

FORMS7. In the past 12 months, have you seen an improvement in the financial transactions process? 

 

1 Yes 

2 No 

8 Don’t know 

9 Refused  



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Technical Assistance (Do not read) 

In the past 12 months, have you received technical assistance from the SFA?  (read, if necessary:  By technical 
assistance, I mean customer call handling and regulatory and operational guidance) With which one of the SFA’s 
regional offices do you work most often? (do not read, categorize response, if multiple response, ask respondent 
to choose the one with which they work the most) 
 New York 01 
 Boston  02 
 Dallas  03 
 Atlanta  04 
 Chicago  05 
 San Francisco 06 
 SFA Headquarters in Washington 07 
 Other  08   
 
 Don’t work with any office 97 !!!! (skip to next section) 
 Don’t Know 98 !!!! (skip to next section) 
 Refused/No Answer 99 !!!! (skip to next section) 

Considering the office with which you work the most, please rate the following on the same scale as before.  (Read if 
necessary: Where 1 means “poor” and 10 means “excellent”.) 

TECHSUPP1. Courtesy of personnel 

TECHSUPP2. Accuracy of information provided 

TECHSUPP3. Timeliness of information provided 

TECHSUPP4. Clarity of knowing whom to call with questions 

TECHSUPP5. Consistency of responses and support provided 

TECHSUPP6. Clarity of instructions 

TECHSUPP7. Thoroughness of information provided 

(Programmer Note:  Randomize T1-T7) 

TECHSUPP8. In the past 12 months, have you seen an improvement in the technical assistance provided by SFA? 

 

1 Yes 

2 No 

8 Don’t know 

9  Refused 

 

 

 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Program Eligibility (Do not read) 

In the past 12 months were you personally involved in a program or lender review with the SFA? By program or 
lender reviews I mean the periodic process by which the SFA determines your eligibility or participation in federal 
Title IV student financial aid programs (pronounced “Title Four”). 

 

1 Yes  (continue) 

2. No (skip to next section) 

8. Not Sure (skip to next section) 

9. Refused (skip to next section) 

 

Considering your experiences, please rate the program review process on the following criteria, using the same 1 to 
10 scale as before: 

REVIEW1. Clarity of instructions 

REVIEW2. Courtesy of personnel 

REVIEW3. Ease of submitting information 

REVIEW4. Accuracy of data 

(Programmer Note: Randomize REVIEW1 through REVIEW4) 

REVIEW5. In the past 12 months, have you seen an improvement in the review process? 

 

1 Yes 

2 No 

8 Don’t know 

9 Refused 

 

 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Use of NSLDS and PEPS (Do Not Read) 

 
(Programmer:  Only to be asked of Guaranty Agency respondents) 
 
In the last 12 months, have you personally accessed NSLDS, the National Student Loan Data System,  or PEPS, the 
Postsecondary Education Participants System?  By this, I mean have you used NSLDS to review data to respond to 
inquires from borrowers or PEPS to review school and lender program review information, school and lender 
eligibility information and school and lender audit information?  
 

1 Yes   (continue) 

2. No   (skip to next section) 

8. Not Sure  (skip to next section) 

9. Refused  (skip to next section) 

 

Using a scale of 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate… 

NSLDS1 The ease of navigation 

NSLDS2 The helpfulness of the system to get the job done 

NSLDS3 The timeliness of information provided 

(Programmer:  Randomize NSLDS1-NSLDS3) 

NSLDS4 In the past 12 months, have you seen an improvement in the  NSLDS? 

1 Yes 

2 No 

8 Don’t know 

9 Refused 

 

 

 

 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Overall Quality (Do not read) 

I’d like to ask your opinions on the SFA’s overall quality.  Based on what you know or perceive, and using the same 
1 to 10 scale, how would you rate….  (Read if necessary: Where “1” means “poor” and “10” means “excellent”)  
OQ1. The OVERALL QUALITY of the SFA? 

OQ2. Now, please tell me how helpful the SFA has been to you in your job.  Use a 10 point scale on 
which  “1” now means “not very helpful” and “10” means “very helpful.”  (Read if necessary:  
Helpful with things such as getting answers to your questions and disbursement of funds.) 

OQ3. How often have things actually gone wrong with the SFA?  Use a 10 point scale on which “1” now 
means “very often” and “10” means “not very often”.  (Read if necessary:  Helpful with things 
such as getting answers to your questions and disbursement of funds.)  

ACSI Benchmark Questions (Do not read) 

ACSI1. Now, please consider all of your job-related experiences working with the SFA.  Using a 10 point scale on 
which “1” means “very dissatisfied” and 10 means “very satisfied”, how satisfied are you with the 
SFA? 

ACSI2. Consider now all of your expectations for working with the SFA.  Using a 10 point scale on which "1" now 
means "falls short of your expectations" and "10" means "exceeds your expectations," to what 
extent has working with the SFA fallen short of or exceeded your expectations? 

ACSI3. Now forget for a moment your experience working with the SFA.  Now, I want you to imagine an ideal 
organization providing federal loan program support for financial institutions such as yours.  
(INTERVIEWER PAUSE)  How well do you think the SFA’s Program Support compares with 
that ideal organization?  Please use a 10 point scale on which "1" means "not very close to the 
ideal," and "10" means "very close to the ideal." 

ACSI4. In the past 12 months, have you seen an overall improvement in the services provided by SFA? 

1 Yes 

2 No 

8 Don’t know 

9 Refused 

Compliance (Do not read) 

Let’s now discuss compliance with current SFA rules and regulations.  Using the 1 to 10 scale where “1” means 
“poor” and “10” means “excellent”, how would you rate… 
 
COMP1. Your understanding of the current rules and regulations 

COMP2. The simplicity of rules and regulations 

COMP3. The fairness of criteria used to determine participation levels 

COMP4. The ease of compliance with rules and regulations 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Trust (Do not read) 

I’d like to ask some final questions about your general perceptions of the SFA.  Using a 10 point scale where “1” 
means “poor” and “10” means “excellent”, how would you rate their… 
 
TRUST1. Commitment to the success of your business?* 

TRUST2. Consideration of your interests when problems arise?* 

TRUST3. Willingness to go out of the way to help?* 

TRUST4. Sense of partnership between your institution and SFA?* 

TRUST5. How would you rate your confidence in the SFA’s motives regarding your institution?* 

TRUST6. How would you rate your willingness to say positive things about the job the SFA is doing (i.e., in 
working with financial institutions like yours)?* 

TRUST7. How would you rate your willingness to file future information electronically with the SFA?* 

TRUST8. (Programmer note:  if response to any question in this “Trust” section is “5” or less, ask the 
following open ended question)  Please tell me about the reasons for rating the last few questions 
the way you just did.  (i.e., for these specific questions regarding your general perceptions.)  
(Programmer note:  do not probe for every question, just in 
general)_______________________________________________________________________
_____________________________________________________________ (record comment 
verbatim) 

Epilogue Questions (Do not read) 

EPILOGUE1. Does your institution handle other types of loans besides student aid loans? 
 Yes 1 (continue) 
 No 2 (continue) 

EPILOGUE2. In the past 2 years, have you ever complained directly to the SFA regarding the administration of 
the student loan program? 
 Yes 1 (continue) 
 No 2 (continue) 

EPILOGUE3. In what specific ways could the SFA improve its service to you?  (i.e., with respect to any aspect 
of the relationship between your institution and the SFA) 
______________________________________________________________________________
______________________________________________________________________________
________ 

 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Closure (Do not read) 

 

CLOSE1. One final question:  Is there anyone else where you work who also interact with the SFA besides 
yourself?? 
1 Yes  (record names/phone numbers) ______________________.   ⇒  
(record name and number/do not connect or call until instructed further by CFI Group)) 

2 No  OK.  Thank you again for your time.  Have a good day! (terminate) 

8  Don’t know  OK.  Thank you again for your time.  Have a good day! (terminate) 

9 Refusal  OK.  Thank you again for your time.  Have a good day!  (terminate) 

 

 


